DEVELOPING COMMUNICATION 
TECHNIQUES 


THERAPEUTIC 


Therapeutic communication is a process designed to involve the clientin conversation that is 
beneficial to his or her physical or mental well-being. 


Good communication between the carer and the client is important to provide services that meet 
the needs of the person. 


Some useful techniques to promote therapeutic communication with a client include: 
e Use open-ended comments to encourage conversation. 
e Learn more about the personto meetthe person’s needs. 


e Use paraphrasing or reflective responses to clarify information. 


Strategies 
Therapeutic Communication Strategies: 


Open-ended questions let patients engage in the conversation and share information. It gives 
them the chance to tell you what is important to them. Closed-ended questions are answered by 
“yes” or “no”, e.g. Did you eat breakfast today? Are you feeling, okay? 


Open-ended questions ask for more detail: 
¢ What did you have for breakfast today? 


Could you describe how you are feeling today? 


“1” Messages 


It is recommended to use “I” messages instead of “You” messages. You-messages can blame 
others, but an I-message is assertive. It shows that you take responsibility for your feelings. 


You-message: You make me worry when you don’t talk to me. 


| - message: | feel worried when! cannot communicate with you. 


Reflection 


Using reflective responses can help the speakerto clarify their intentions. There are several 
specific techniques you can use: 


A. Restate what the speaker has said. 
B. Pay attention to feelings. 


C. Don’t guide the conversation or make suggestions. 


RESPECT AND CONFLICT 


Conflict Resolution 


Sometimes a client or family member gets upset when you are in the home. It is important for you 
as the carer to not get angry. You must be polite and professional and you must respond ina way 
that is not threatening. Use the following tips to resolve conflict professionally: 


Conflict Resolution Strategies 

e Listenintently. This lets the person know that what they have to say is important. 

e If the person knows that what they have to say has value, they will begin to calm down. 

e Do not respond with anger or become defensive. Try to see things from their perspective. 


e Once theysee you are an ally and not an enemy, you can communicate better with them. 


Respectful Communication 


The most basic form of communication is using a client’s name. Some people want you to use their 
first name, others preferto be addressed formally. As a carer, you should ask your client how they 
would like to be addressed. 


It is also important to treat adults as adults. As a carer, you may work with people who have a 
hearing or speaking disorder. Perhaps they take longer to respond. Sometimes you may have to 
repeat yourself. However, itis disrespectful to treat an adult personas a child. Other ways of 
showing your clients respectinclude: 


e Do not talk downto a person who has language difficulties. 

e Use adult language; don’t use baby talk. 

e Use adult words. For example, adults use “briefs” (not diapers). 
e Choose adult books and TV programs for your clients. 


e Let each person make choices. Don’t decide for them. 


Sensory Impairments: 


Vision Impairment 


As acarer, you will work with cients with a range of disabilities. It is important that you can communicate with 
all dients effectively. 


Visually impaired people can often be quite independent. Their level of independence often depends on a 
range of factors including the level of their visual impainment and how long they have been visually impaired. 


When working with visually impaired people, it is important to keep the following in mind: 


e Don’t be surprised ifthe person would rather help themselves. 

e If you are uncertain how to help, ask the one who needs assistance. 

e When addressing a person who is blind, it is helpful to call them by name. 
e Do not touch the person’s guide dog. 

e Let the person hold onto you versus you holding them. 

e When walking into a room, identify yourself. 


Hearing Impairment 


Similarto individuals with a visual impairment, individuals with a hearing impairment often enjoy 
a strong sense of independence, depending on the level of theirimpairment and how long they 
have been impaired. 


When working with hearing-impaired people, itis important to keep the following points in mind: 


e If necessary, get the person’s attention with a wave of the hand, a tap on the shoulder, or 
another signal. 


e Speak clearly and slowly, but without exaggerating your lip movements or shouting (with 
shouting, sound may be distorted). 


e Give the person time to understand and respond. 


e Be flexible in your language. If the person experiences difficulty understanding what you are 
saying, rephrase your statement rather than repeating it. If the difficulty persists, write it down. 


e Keep background noise at a minimum. Turn off the TV, and step away from others who are 
talking. 


Language Impairment (Aphasia) 


Some people can speak but not write. Others can write but not speak. Such language disorders are 
called aphasia. It is often the result of a brain injury from an accident or a stroke, but it does not 
affectintelligence. 


When communicating with an individual with language impairment, keep the following in mind: 
e Getthe person’s attention before you speak. 

e Reduce background noise. Turn off the TV. Give the person time to respond. 

e Use simple communication, but keep it adult. An example is yes/no choices. 

e Don’t speak louder and don’t talk down to the person. 


e Use and encourage different communication techniques (drawing, gestures). 


Give feedback to encourage the person; don’t correct or criticize. 


Cognitive Impairments: 


Mental Health Impairment: 


A person with an emotional or behavioral health issue may have distorted thinking. He or she may 
hear voices, see things that aren’t there, be paranoid, orhave difficulty communicating. Usually, 
this does not mean the person is aggressive unless he or she feels threatened. Here are some 
communication guidelines to use: 


e If the person has difficulty having a conversation with you, he or she may be able to enjoy your 
company in other ways. Consider watching television, listening to music, playing cards, or being 
read to. Talk about childhood events. 


e Allow the person to have personal space in the room. Don't stand over himor her or get too 
close. This includes touching the person. The person may hit you if you try a soothing touch. 


e Don't block the doorway, avoid continuous eye contact. 
e Try to remain calm with a soothing approach. Speak with a slow-paced and low-toned voice. 


e Use short, simple sentences to avoid confusion. If necessary, repeat state ments and questions 
using the same words. 


e Establish a structured and regular daily routine. Be predictable. Be consistent. Do not say you 
will do something and then change your mind. 


e Offer praise continually. If the person combs his or her hair after three days of not doing so, 
comment on how attractive he or she looks. Ignore the negative and praise the positive. 


e Avoid over-stimulation. Reduce stress and tension. 


e Respecthis or her feelings. Saying, "Don't be silly, there's nothing to be afraid of," will get you 
nowhere. Allowthe person to feel frightened by saying something like, "It's all right if you feel 


afraid. Just sit here by me for a while." 


Cognitive/Memory Impairment : 


A person with cognitive or memory impairment has difficulty thinking and remembering. They can 
become very embarrassed if you ask them names or dates. Since their long-term memory is much 
more intact, they may dwell on events in the pastand not remember such things as a relative’s death 
or thata child has grown up. The two most important factors when working with individuals with 
cognitive impairments are your actions and your reactions to the individual and their behavior. 


When communicating with individuals with cognitive/memory impairment: 


e Use acalm voice and be reassuring. The person is trying to make sense of the environment. Use 


redirection and give honest compliments. 


¢ Do not argue with the person. If the person tells you they are waiting for someone to come and 
you know that that person died several years ago, do not state, “You know such and such died 
several years ago.” The person may get mad. They feel you are wrong or become grief-stricken 
because they have just learned the person died. It would be better to reassure the person that 
everythingis all right; the person has just been delayed. Then divert their attention to another 


activity. 


e Treat each personas an individual with talents and abilities deserving of respect and dignity. 
Individuals can usually tell if they are being talked downto like achild, which can make the situation 


worse. 


Guide to Wheelchair Etiquette A. 


AS a Carer, you will often encounter clients who are confined to, or use a wheel chair. It 
is important that you are aware of wheelchair etiquette, so you do not offend 

clients. Standard wheelchair etiquette can vary from country to country, however some 
common rules apply. When working with people in wheelchairs, keep the following in 


mind: 


- Ask permission. Always ask the 
person if they would like assistance 
before you help. It may be necessary 
for the person to give you some 
instructions. An unexpected push could 
throw the person off balance. 


- Be respectful. A person's wheelchair 
is part of their body space and should 
be treated with respect. Don’t hang or 
lean on it unless you have the person’s 
permission. When a person transfers 
out of the wheelchair to a chair, toilet, 
car or other object, do not move the 
wheelchair out of reaching distance. 


+ Speak directly. Be careful not to 
exclude the person from conversations. 
Speak directly to the person and if the 
conversation lasts more than a few 
minutes, sit down or kneel to get 
yourself on the same level as the 
person in the wheelchair. Also, don't pat 
a person in a wheelchair on the head, 
as it is a degrading gesture. 


+ Give clear instruction. When giving 
instructions to a person in a wheelchair, 
be sure to include distance, weather 
conditions, and physical obstacles 
which may hinder travel. 


Guide to Wheelchair Etiquette B. 


When working with people in wheelchairs, keep the following in mind: 


+ Act natural. It is okay to use expressions like 
“tunning along” when speaking toa personina 
wheelchair. It is likely the person expresses things 
the same way. 


+ Wheelchair use doesn’t mean confinement. Be 
aware that persons who use wheelchairs are not 
confined to them. 


+ Questions are okay. It is all right for children (or 
adults) to ask questions about wheelchairs and 
disabilities. Children have a natural curiosity that 
needs to be satisfied so they do not develop fearful 
or misleading attitudes. Most people are not 
offended by questions people ask about their 
disabilities or wheelchairs. 


+ Some persons who use a wheelchair for mobility 
can walk. Be aware of the person’s capabilities. 
Some persons can walk with aids, such as braces, 
walkers, or crutches and use wheelchairs some of 
the time to conserve energy and move about more 
quickly. 


+ Persons who use a wheelchair for mobility are not 
sick. Don't classify persons who use wheelchairs as 
sick. Although wheelchairs are often associated with 
hospitals, they are used for a variety of non- 
contagious disabilities. 


+ Relationships are important. Remember that 
persons in wheelchairs can enjoy fulfilling 
relationships which may develop into marriage and 
family. They have physical needs like everyone 
else. 


+ Wheelchair use provides freedom. Don't 
assume that using a wheelchair is in itself a tragedy. 
It is a means of freedom which allows the person to 
move about independently. Structural barriers in 
public places create some inconveniences; however, 
most public areas are becoming wheelchair 
accessible. 


